The pre-reforms period of the Nigeria's Corporate Affairs Commission (C.A.C) 
Introduction

1.
In our today's competitive business world, issues of corporate governance have gained increased prominence in countries around the globe. The soundness of corporate governance in any nation depends on its regulatory frameworks being put in place. In theory and in practice, regulatory bodies exercise their duties by imposing requirements, restrictions and conditions; setting standards of performance and securing of compliance, or enforcement amongst other functions. To carry out such regulatory functions "the Nigeria's Corporate Affairs Commission (C.A.C) was established based on the Companies and Allied Matters Act (CAMA), which was enacted in 1990; to regulate the formation and management of companies" (Ebenezer & Omoneye, 2014; and C.A.C, 2005) . However, prior to the reform of 2001, the operations of C.A.C was characterized by lack of standing system of tracking of companies' compliance with the Commission's standards hence, non-registered companies operating in the economy on the one hand, and the concentration of authority to approve names on the other, has made service delivery difficult to achieve. With the above susceptibility, investors tend to lose confidence on investments in companies operating in Nigeria and should have the tribulations allowed continuing, the economy of Nigeria would have dismally lost investment opportunities and can to a greater extent, threaten economic progress. Given this key presumption, the needs for the reforms in the C.A.C were discernible.
Whether in public or private sector, reform efforts are specifically made to promote institutional capacity for improved performance. Reforms especially in regulatory agency like the Nigeria's C.A.C are geared towards promoting organizational effectiveness through eliminating the cumbersome procedures that cause delays in operational activities. Caiden (1978 Caiden ( , & 1991 and Turner & Hulme (1997) have often described such process as de-bureaucratization. The concern of the paper is: has the 2001 re-organization process strengthened the quality of services delivered by the Corporate Affairs Commission in Nigeria?
The objectives of this paper are to highlight the components of the re-organization exercise of C.A.C and same see how they impact on the Commissions' performance in the delivery of services. The paper drew inferences from both theory and practice of service quality and service delivery in the public sector organizations. Structurally, the paper is separated into four major divisions. First is the introductory, the second conceptually highlights corporate governance, regulatory bodies and service delivery and ends with framework of analysis. While the third section highlights reform components and discusses the paper, section four concludes it.
Conceptual Review and Framework of Analysis 2.
The idea of corporate governance is associated with classical economic theory which laid much emphasis on the ways through which economic growth and development in an economy can be stimulated by individual and corporate investments. Corporate governance as rightly put by Demb & Neubauer (1992) , "is the process by which corporations are made responsive to the rights and wishes of stakeholders." As opined by Monks & Minow (1995) , "it is the relationship among various participants in determining the direction and performance of corporations." "Corporate governance addresses those issues boards of directors faces; as the interaction with top management, and relationships with the owners and others that are having to do with the affairs of the company; like the creditors, debt financiers, analysts, auditors and corporate regulators" (Tricker, 1994) . Looking at it from similar perspectives; the American Law Institute (1992) states that, "the modern corporation by its nature creates interdependences with a variety of groups with whom the corporation has a legitimate concern, such as employee, customers, suppliers, and members of the communities in which the corporation operates." Furthermore, from the stewardship perspectives, however, "managers are good stewards of the corporations and diligently work to attain high levels of its profit and shareholders returns" (Donaldson & Davis, 1994) . Corporate governance as it relates to regulatory bodies is aptly captured by Cadbury (1992) as "the system through which corporations are directed and controlled."
According to Turnbull (1994 Turnbull ( & 1995 "the need for government bureaucracies to intercede as corporate regulators arises because those adversely affected by a firm may not have the information, power and will to correct the problem". Capital Ownership Group however maintained that, "the stakeholder participation in governance provides a way of reducing this deficiency. If the interests of the participating stakeholders are not sufficient to reflect the concerns of the host community; some government interventions will still be required. Moreover, stakeholder participation may also be required in government bureaucracies to allow policies to be mediated to suit local conditions and performance standards established and evaluated by those affected".
In order to achieve good corporate practices, regulatory bodies are established in any country. Examples of such regulatory bodies in Nigeria are-Nigeria Deposit Insurance Corporation (NDIC), National Electricity Regulatory Commission (NERC), Nigerian Communication Commission (NCC), Federal Board of Internal Revenue (FBIR), Teachers Registration Council of Nigeria (TRC), Standard Organization of Nigeria (SON), Security and Exchange Commission (SEC), Nigerian Investment Promotion Commission (NIPC), and Corporate Affairs Commission (C.A.C) to mention but these. In spite of the operations of these regulatory bodies (mentioned above), many Nigerian citizens have come to believe that services especially in public sector organizations cannot be improved due to strict adherence to bureaucratic procedures. For example, within governmental institutions, the occasion of staff hierarchy and chain of authority has not been particularly helpful as the system is still very much focused on command and control as against devolution of authority to front line managers who face practical service delivery situation on a day-to-day basis (SERVICOM, 2007) . Service delivery as expressed by Stockton (2011) is about delivering services as effectively as possible to the satisfaction of the customers.
Franzini (2009) established amongst other things, "a strong relationship between extensive corporate governance and higher levels of aggregate investment; a relationship also exists between and corporate governance and higher growth levels". The study emphasizes the need for ensuring effective corporate governance framework applicable in our contemporary world. Although Franzini's findings is applied to Central and Eastern Europe because of their economic stability and sound regulatory frameworks, his findings may not apply to the situations in the less developed economies like Nigeria where regulatory bodies lack the ability to enforce compliance perhaps due to political interference which could in turn, affect their outputs in terms of quality of both staff and service delivery. In an attempt to contribute to knowledge, this paper attempts to examine the internal re-organizations to see how the reforms impact on Commission's service delivery.
In a related study, Kirfi, Abdullahi & Idris (2013) established that "the reforms in C.AC has resulted in the computerization of operations, human resource management adjustment and adoption of a number of capacity building techniques in addition to strengthening the process of enforcement and compliance. The study concludes that, the enforcement of the C.A.C compliance arrangement was significant to ensuring the practice of corporate governance and service improvement. The study amongst others recommends that a new tracking system (electronic or manual) capable of identifying corporate concerns which negates the Commission's expectation should be put in place by adopting external intelligence or Corporate Citizen's Monitoring Unit (CCMU) and that the CAMA of 1990 must be modified to address both power and sanctions of the Unit. Although the study sought to report how compliance arrangement in the C.A.C affects corporate citizen's behaviour more than other aspects of services of the Commission, it did not examine the impact of the 2001 re-organization on corporate governance using service quality model. Therefore, this paper seeks to extend the frontier of knowledge by examining the impacts of the reform on corporate governance and quality services delivered by the Nigerian C.A.C. This paper hinges on Service Quality (SERVQUAL) Model. According to Parasuraman, Zeithaml, & Berry (1988) , this model deals with an overall judgment towards the service delivery. SERVQUAL model emphasize on organization's ability to provide services efficiently and effectively. Irrespective of the type of organization, the model applies to a broad sphere of services. "SERVQUAL Model emphasized on evaluating the quality of a service by the customers on the following five (5) dimensions: reliability, responsiveness, assurance, empathy, and tangibles. Assurance-ability to instill confidence in customers; investors feel safe in their transactions; Reliability-provides services at the time promised; maintaining error-free records; Tangibles-have up-to-date equipment; Responsiveness-informs customers when services will be performed; offers prompt services to customers, and Empathy-employees given personal attention to all; employees having investor' best interest" (Ebenezer & Omoneye, 2014) .
The SERVQUAL model proposes that customers (investors and general public) can evaluate the quality of services rendered by organizations. In relation to this paper, the relationship between the quality of service citizens enjoy, and competence the regulatory bodies exhibited are very significant. Hence, the model can be used to explain reorganization reforms in regulatory bodies and on the other hand, measure the quality of services they provide to the customers. Accordingly, with the re-organization exercise, services rendered by the Commission become more reliable, responsive and assured. In particular, the reform enabled the CAC to run its business in accordance with global best practices which are the end results of the 5 dimensions of the SERVIQUAL model. Also, the computerization exercise facilitates the operations of the Commission to deliver its services timely, more affordable and in a pro-active manner. This is judged by the Commission's ability to conduct its business in the most efficient and effective manner.
Highlights of the CAC Reforms and Discussion
3.
The essential features of the 2001 reform in the Nigeria's C.A.C were aimed at strengthening the quality of the services delivered by Commission. In terms of company registration, the hitherto manually paper-based procedures were replaced with electronically-based system. Customers now simply make payments for incorporation through e-payment system called Smart Card Technology (SCT). With this development, customers do receive the Commission's services from anywhere in Nigeria and the services are available Twenty-four (24) hours daily. This reduces the cost of incorporation including other logistics. Prior to the 2001 reorganization process, records were stored manually; the new allows for generating data of all the registered companies in Nigeria. Available records showed that the C.A.C had over 600,000 registered companies and has converted all the manually records to the electronically-based system. Simply put, the Commission's Information Management System greatly improved and this has provided foreign investors, the opportunities to conduct searches in their business concerns from anywhere around the globe. Contrary to the hitherto five-day term for registration, the reform also made C.A.C to introduce a Twenty-four (24) hours delivery service, a special registration for individuals or corporate bodies that require the special service. These amongst other aspects of the reform greatly improved the quality of services delivered by Commission.
From the foregoing reform highlights of the Nigeria's C.A.C, the following summary appeared more glaring: first, the reforms in the C.A.C resulted in the introduction of computer-based incorporation. Secondly, the reforms also provide an opportunity for investors (locally and internationally), more investment opportunities. Thirdly, another positive aspect of the reforms is the Commission's ability to conduct its business more transparently as investors and general public can access easily, the Commission's major operations through the internet services. Empirical evidence also reveals that the reform efforts led to significant improvement in the delivery of services through effective monitoring and enforcement of compliance. The Commission's action (de-listing) of Fifteen Thousand Four Hundred and Nine (15,409) companies that have not complied with the Commission`s requirements is an indication of the Commission's strive to meet up with international standards of best practice (Kirfi, 2011) . Fourthly and finally, it is observed that the C.A.C-Online Project is geared towards improving efficiency; enhancing quality of service delivery and global best practices. Furthermore, according to the C.A.C (cac.gov.ng) "through the reform, customers pay and obtain the Commission's services through the internet. This is accessible using an e-cash Payment System based on Smart Card Technology such as the C.A.C epayment Card and Credit Card". It is worthy of note that, as a result of these, the complex and unnecessary delays in
